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When the financial services industry 
works well, it creates growth, 
prosperity and peace of mind for 
hundreds of millions of people. No 
other industry touches so many lives 
or shapes so many futures.

EY Financial Services share a single 
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services industry, not just for now, but 
for the future. 
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services. It’s how EY teams play their 
part in building a better working world. 
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Executive 
summary

Historically, advisors, life and pensions (L&P) firms 
and asset managers have operated in different parts 
of the value chain. However, recent acquisition activity 
suggests that firms may be looking to expand in ways 
that cut across traditional industry boundaries and build 
more vertically integrated businesses.

In a regulatory, macroeconomic and technological 
environment that is changing the dynamics of how the 
industry interacts with its customers, EY teams have set out 
to investigate whether these acquisitions are isolated cases, 
or part of a bigger shift within the UK retirement industry.

To understand how firms are responding, EY teams reviewed 
the M&A activity of 1,100 UK financial services organisations 
from the start of 2010 until the end of 2018. The analysis 
concluded that firms are strategically altering or expanding 
their business by removing themselves from non-core 
business and placing strategic focus on new propositions 
that span a wider range of customer needs. Ultimately to 
better accommodate the customer, firms are moving closer 
together and operating in similar spheres which for a long 
time were isolated. L&P firms, asset managers, wealth 
managers and advisors are converging and diversifying their 
propositions to get closer to the customer and support them 
with both long- and short-term solutions.

Based on the market trends, EY teams developed five 
hypotheses for how the market will develop in future:

• Hypothesis 1: Significant sums of money are freed and 
firms will shift to meet the demand

• Hypothesis 2: Firms will be pressured to explore cost 
efficiencies and bottom-line improvements

• Hypothesis 3: Vertical integration will continue to 
support growth

• Hypothesis 4: Skills, capabilities and new ways of working 
will be key

• Hypothesis 5: Innovation in delivery and customer 
engagement will accelerate
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As you read this paper, EY teams invite you to ask:

• When traditional barriers are breaking down, what 
strategic measures should you take to improve customer 
propositions?

• How can you leverage your balance sheet and the 
capabilities to add value where other players are not able 
to reach?

• How can technologies, such as robo-advisors and 
digitalisation, improve access and affordability and how 
can you best incorporate them in your proposition?

• How can you best prepare for the needs of the customer 
of tomorrow?

The flattening of regulatory distinctions between different 
products and services, coupled with customers’ need to 
manage the money unlocked by these changes, is breaking 
down traditional divides between the advice, L&P and asset 
management spheres. Customers will gravitate to those that 
are best able to support them throughout their financial-life-
journey, with solutions at each crucial step of the way. Tough 
and strategic decisions will be required to build propositions 
that address customer needs holistically.
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Historically, L&P and asset management have been quite 
distinct activities, often managed separately even when 
one group includes both, and approaching the market in 
different ways to serve different customer needs.

Introduction

However, recent L&P and asset management merger and 
acquisition (M&A) activity suggests that they are seeking 
scale and strategic capability in similar areas. In addition, 
there have been several announcements of L&P firms selling 
a significant portion of their book, or even their entire 
insurance business, to competitors — a rare phenomenon 
in the past. So, are these isolated cases, or is this part of a 
bigger picture of change within the UK long-term savings 
industry?

To answer this question, EY teams reviewed more than 
1,100 UK financial services M&A deals.* In this paper, EY 
teams examine the factors underlying this M&A activity, look 
at the data in more detail, and finally, looking forward, set 
out five ways in which firms are likely to evolve.

* M&A databook primarily sourced from Thomson and supplemented by ThomsonOne, MergerMarket and SNL.
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1 
M&A trends

EY teams carried out a detailed analysis of acquisitions made 
between start of 2010 and the end of 2018 by:

• L&P firms

• Asset management firms

• Alternative Financial Investment (AFI) firms (such as 
credit institutions, private equity, real estate and hedge 
fund firms)

• Wealth management firms (defined as advisory firms with 
an investment solution)

• Advisory firms (including IFAs) 

• Technology firms (robo-advisors, software companies and 
investment platform providers)

Deal size has not been disclosed in all cases, so the analysis 
is based on the number of transactions rather than value.

Figure 1: UK L&P and investment M&A activity 2010-2018
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Figure 1 shows the overall UK M&A activity for the L&P 
and investment industry between 2010 and 2018. There 
has been a gradual slowdown of activity for most years, 

with a noticeable decline in 2016 and 2017 followed by an 
increase in 2018. 

Although the total number of transactions remains stable, 
there has been a clear shift in the types and number of deals 
made by L&P firms, asset managers and advisory firms, 
and the shifts in all three sectors show a greater level of 
diversification as well as consolidation.

Figure 2: Advisory firms’ acquisition activity 2010-2018 
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Figure 2 looks at advisory firms’ M&A activity, which shows 
that most of the transactions occurred at the beginning of 
the decade, with a noticeable drop in 2012, a recovery in 
2013 and then a gradual slowdown. 

The majority are advisory-to-advisory transactions. 
The greatest consolidation of advisory firms occurred 
at the beginning of the decade (representing over 95% 
of transactions from 2010-2013). There were fewer 
consolidation transactions in the following years, albeit still 
a significant number. This is likely to have been driven by the 
rise of IFA consolidators seeking to build scale in the run-up 
to Retail Distribution Review (RDR).
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A closer look at the data shows that the advisor-to-advisor 
transaction market has been dominated by 11 firms. As RDR 
approached, five advisory firms each completed three or 
more deals for other advisory firms. Post-RDR, a different set 
of six advisory firms scaled up their business substantially by 
acquiring three or more advisory firms.

From 2015 onwards, there has been a decrease in overall 
transactions year on year and a noticeable change in the 
types of deals. Advisory-to-advisory acquisitions represent 
approximately 73% of deals during this period, versus 95% 
during the previous period, the rest being focused on other 
types of businesses. One consistent trend has been for an 
advisor to buy asset management or investment capability, 
allowing them to capture more of the value chain and 
position themselves as wealth managers.

Figure 3: Wealth management firms’ acquisition activity  
2010-2018
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Figure 3 shows that there has been a ramping up in wealth 
managers’ activity since 2012, with most acquisitions 
involving advisory firms. Adding more advisory capacity, and 
an advisor’s existing customer base, to an existing wealth 

management proposition can be an effective way to scale 
assets under management, revenues and profitability.

Most of the acquisitions were made by six wealth 
management firms. Over 80% of these transactions were 
focused solely on advisory firms. One of the six acquired 
a total of 42 firms (35 advisory firms and six wealth 
management firms), while the other five made 9-14 
acquisitions each.

Figure 4: L&P firms’ acquisition activity 2010-2018
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Although L&P firms have carried out fewer acquisitions than 
those in other sectors, transactions are typically of a higher 
monetary value. There has been ongoing consolidation of 
such firms, as well as an increase in disposal and divestment 
of non-core assets. L&P firms have also been diversifying by 
acquiring asset management, AFI and advisory firms, most 
notably in recent years. A focus on large L&P firms shows 
an increase of divestment of non-core assets (e.g., selling 
an annuity book to other life firms, offloading traditional life 
insurance business). This was rarely seen in previous years, 
in part because of a fear of diluting the value of a business by 
splitting the brand.
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Two big L&P firms diversified by making acquisitions in asset 
management, advisory and other firms and removing non-
core assets. Another focused on simultaneously building on 
their current L&P business (by acquiring three books from 
other firms) and diversifying by acquiring asset management 
and AFI firms. From 2010 to 2018, 14 L&P firms disposed of 
some, if not all, of their non-core assets to focus on profit-
making areas.

EY teams have also seen L&P firms trying to use organic 
growth to expand their propositions. Several large firms 
have hired appropriate technical expertise to start their own 
investment business arm. Others have focused on turning 
their life business into a wealth management platform 
and expanding their advisory network and their investor 
management business to reach across the value chain.

Figure 5: Asset management firms’ acquisition activity  
2010-2018
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The largest share of total acquisitions in the market 
have been by asset managers (30% of M&A activity from 
2010-2018). The beginning of the decade was focused 
on consolidation, but subsequent years show fewer ‘asset 
management to asset management’ acquisitions and a 
clear and rapid reprioritisation of acquisitions focused on 
advisory, wealth management and AFIs. More than 100 asset 
management firms have looked to expand their offering by 
diversifying their acquisitions (the majority being AFI firm 
acquisitions, followed by advisory firms, wealth managers, 
L&P firms and technology firms). This demonstrates that 
the market is less concentrated and traditional asset 
management firms are exploring ways to expand and 
diversify their offerings to consumers.

Firms are diversifying

Overall, firms have shifted from acquiring others of a 
similar nature to buying firms of a different kind. In 2010, 
firms acquiring similar firms represented almost 75% 
of transactions, but by 2018 this figure was only 46%. 
Diversifying acquisitions are rising across all the different 
categories of organisations in the industry, with the most 
dramatic shift being in asset management.

EY teams are witnessing more players wanting to build out 
across the value chain. Advisory and wealth managers are 
accelerating to broaden and scale up, while asset managers 
are broadening across the value chain. L&P firms are making 
the most diverse moves — but appear to be moving more 
slowly than the rest and could be marginalised if they are 
not careful.
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Products such as endowments and bonds carried tax 
incentives that made them attractive to customers and 
distributors, but costly to set up and run for a company 
not already in the L&P space. This tended to make it more 
economic for asset managers who were not already part 
of an insurance group to provide investment solutions into 
other providers’ products rather than set up their own.

However, over time, legislation and regulation have enabled 
the key tax benefits to be delivered through capital-light 
‘wrappers’ on an investment platform, and reduced the 
incentives for advisors to sell more traditional L&P products 
(such as bonds) to customers who had already not fully 
utilised their other wrappers. 

Meanwhile, the boom in PEPs, and then ISAs, in the 1990s 
led many investment firms to launch their own retail 

offerings. But by the early 2000s, most had concluded 
that their books were sub-scale and there was already a 
trend to outsource the administration, even as investment 
platforms became the dominant model for delivering funds 
to end customers. With the advent of ‘Pension Freedoms’, 
investment platforms have also become the dominant 
destination for flows of existing assets in the industry, 
particularly ‘money in motion’ from pension and investment 
consolidation, defined benefit transfers, retirement planning 
and inheritances.

To understand the M&A trends, EY teams need to take a 
closer look at the key drivers that have impacted the market: 
regulatory, macroeconomic and technological changes 
that have resulted in firms needing to expand across the 
value chain to better address customer needs and be 
more competitive.

2.  
A period of 
change

For a long time, L&P firms were operating in a 
different space from asset management firms. 
Historically, L&P products have had high barriers 
to entry, such as significant capital guarantees and 
complex product regulation.
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Regulatory drivers

Retail Distribution Review (RDR)
• The first major regulatory change in this period was 

RDR in 2012, whereby independent financial advisors 
(IFAs) were no longer permitted to earn commission on 
investment products and needed to requalify to provide 
financial advice. Many older advisors chose to leave the 
industry rather than retrain, and most of those remaining 
chose to focus on wealthier clients. RDR was intended to 
separate advice from manufacturing, but it led to many 
advisory businesses realising there were ways to add 
investment propositions to their offerings that would 
deliver significant revenue potential for a relatively small 
increase in cost and risks.

• Players in other sectors also saw an opportunity to 
diversify. Some asset managers and L&P firms chose 
to add advice to their business models, while wealth 
managers bought smaller advisory firms to scale up their 
businesses.

• A key motive for L&P firms and asset managers to acquire 
advisors is to get closer to the customer and become 
less reliant on intermediaries as distributors — often as 
a response to intermediaries seeking to take control of 
more of the value chain.

Pension Freedoms
• The Freedom and Choice in Pensions legislation (generally 

referred to as ‘Pension Freedoms’) that came into effect 
in 2015 represented a radical change to retirement, 
allowing consumers to gain access to pensions savings 
from age 55. This enabled asset managers, wealth 
managers and advisors to compete with L&P firms for 
retirement assets. The changes removed mandatory 
annuitisation, meaning that asset managers could continue 
managing the funds indefinitely, and advisors could earn 
ongoing fees for managing wealth instead of a one-time 
commission on an annuity. Furthermore, consumers were 
given more options for retirement. This enabled all market 
stakeholders to compete for retirement assets (including 
asset managers, wealth managers and advisors).

Risk  
underwriting

Administration 
platform

Tax 
wrappers

Fund 
construction

Investment 
management Advice

Life insurer

Wealth manager

Independent advisor

Investment platform

Fund manager

Vertically integrated life insurer

Long-term savings value chain
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• Conversely, L&P firms could no longer rely on annuities 
as a major source of new business — annuity sales are 
around a third of what they were before the Pension 
Freedoms were announced. They have been driven 

to accelerate development of their own platform and 
drawdown businesses to service these newly ‘freed’ 
assets, and seek to become the target for ‘money in 
motion’ rather than just the source.
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• Asset managers, having moved away from the retail 
market, do not directly own the customers and have 
limited access to them. In order not to be marginalised, 
they need to either reinvigorate their retail wealth 
propositions to regain direct access to the customer and 
secure their future revenue stream, or choose to become 
predominantly B2B suppliers of investment services at 
institutional prices. 

• On the other hand, L&P providers typically have a large 
number of customers on their back books already. It is 
potentially easier for them to build a platform than it is 
for asset managers to generate a new retail customer 
proposition and book that has sufficient scale.

• The need to develop new propositions focused on serving 
customers and IFAs in the pre–and at-retirement space 
has been a driver for L&P firms and asset managers to 
diversify their acquisitions and bring in new capabilities.

Solvency 2
• When Solvency 2 came into force in 2016, with its 

enhanced capital requirements, life insurers generally 
needed to hold a larger capital buffer than before to pay 
customers if they live longer than expected, or if funds 
backing them perform worse than expected. This has 
resulted in traditional life insurance and defined benefit 
business becoming less attractive for some life insurers and 
has been a key driver for L&P firms to move towards more 
capital light, investment-focused products. As part of this 
shift, some players have divested some of their back books 
of traditional life and annuity products to raise capital, 
reduce capital intensity and sharpen their strategic focus.
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• Furthermore, ongoing tax changes in pensions have led 
some customers to view them as less attractive than 
other (more flexible) investments. This has created 
pressure on L&P providers to offer a wider range of tax 
wrappers as part of an integrated proposition.

Technological drivers

From 2015 onwards, L&P firms and asset managers have 
been investing in new technologies such as investment 
platforms, software and robo-advisors to provide advice and 
support to the consumer.

Investment platforms or software

There have been a small but noticeable number of 
acquisitions of investment platforms and software companies 
in the past decade. The biggest activity has involved 
investment platforms acquiring other technology firms, but a 
number of advisory, L&P and asset management firms have 
acquired an investment platform or software. 

This trend suggests that platforms are an essential 
vehicle in the market for investments, and this will 
be the case for the foreseeable future. The increased 
consolidation of platforms over recent years also suggests 
that we may be at the beginning of a drive towards critical 
mass. This may drive consolidation further and, ultimately, 
lead to a small number of very large platforms being owned 
by large institutions with mass clients.

Robo-advisors

RDR led to a significant drop in the number of advisors and 
an increase in fees. The increase in the fee levels resulted in 
advisers not focusing on clients with less than £100–150k 
to invest.

This created an ‘advice gap’, whereby middle-market 
consumers needed investment and pension advice but were 
unable to access it.

Firms, and the industry, recognise that the middle market 
is not being serviced appropriately. Technology, and 
particularly robo-advice, is potentially the best solution. 
We have seen a steady stream of investments in robo-advice 
over the last few years. However, there have been concerns 
about the potential ‘systemic’ risks from a fully automated 
system repeatedly issuing incorrect advice. To counter 
that, firms are recognising that automated solutions need 
controls and checks just as human advisors do, and this can 
mitigate the risk. 

Automated systems have the potential to be relatively 
cost-effective, but the technology is quite new and firms 
are cautious about committing fully until the regulatory 
landscape is better understood. At the same time, robo-
advice startups have found it fairly easy to get to market 
but struggled to build a viable customer base. The result has 
been that post-launch robo-advisors have sought funding and 
capability from established players, but outright acquisition 
has been rare. Firms have tended to buy stakes and keep 
the acquisitions at arm’s length, to maintain some legal and 
regulatory separation until the technology and regulatory 
landscape has matured.
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We expect robo-advisor acquisitions to continue, and also 
expect that providers will begin to integrate automated 
advice further into their core offering, probably supporting 
it with systems that provide checks and balances. This 
will most likely take the form of hybrid models, whereby a 
robo-advisor has a human component that can step in when 
demands fall outside the scope of the automated component 
or a customer wants direct discussions with advisors.

Shifting demographics and consumer 
behaviours

There are several factors at play here. Firstly, the population 
is ageing, with people living longer in retirement. This has 
implications for annuities businesses, which were designed 
for when the median life post-purchase was 5-10 years. 
With 20-40-year retirements now much more common, an 
annuity looks less attractive for consumers, as the need 
to accommodate longer age ranges drives rates down. 
Annuities may start to look more attractive as a way of 
securing income as customers approach age 75 (i.e., with 
a median of 5-10 years of life remaining). Until consumers 
reach that age, they will need other solutions to generate 
income and maintain resources. A range of flexible solutions 
that can manage a whole pool of assets over a long period 
(such as investments, income-generating products and risk 
transfer products) will be required. It is also important to 
note that the current generation is the wealthiest ever to 
retire — which is driving an intense focus on this age band 
across the industry.

Meanwhile, the younger generation will experience 
new retirement challenges. They will have to take more 
accountability for their finances and balance a wider range 
of risks than previous generations, while living longer. People 
now entering the workforce are much less likely to have 
access to defined benefits pensions and are unlikely to be 
able to rely on the state pension ‘triple lock’ lasting until 
they retire. In addition to the burden of long-term planning 
this places on them, they also have pressing shorter-term 
financial demands — such as student loans, saving for 
housing deposits and large mortgages — competing for their 
salaries, often while working in ‘gig economy’ type roles with 
low job security. The industry will need to address these 
challenges to be able to best serve the younger generation. 
This could potentially lead to further convergence of 
propositions, with providers ultimately trying to address 
short-term and long-term solutions in parallel.

Finally, thanks to technology, many people, at all ages, 
are willing to research complex topics on their own before 
approaching financial institutions. Typically, they will contact 
a provider only when they are confused or unable to progress 
alone. As such, the industry needs to develop new ways to 
interact. One approach to consider is just-in-time education, 
with content and tools that help consumers make better 
decisions at any stage of their lives. 
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Hypothesis 1: Significant sums of money are 
freed and firms will shift to meet the demand

A huge amount of capital is being freed to move around the 
market. Customers are looking to find destinations for their 
assets (property, pensions, financial investments etc.) as 
they move through key points in their lives. EY analysis has 
shown that there is around £70bn of this money in motion 
annually. However, customer needs aren’t being fully met 
and the financial services industry needs to respond to 
capture the flows of capital. To serve customers properly, 
firms need to look beyond traditional propositions and 
integrate multiple types of products and channels into easy-
to-navigate solutions.

Customers will need to optimise their existing assets 
to secure their future income needs, increasingly by 

looking across all their potential asset classes. They will 
need different solutions depending on the relative 
priority of their current and future healthcare needs, 
and protecting their wealth, optimising it for income, or 
transferring it to their heirs. This complex range of demands 
will require effective, holistic, targeted solutions that support 
customers’ wealth objectives while preserving optionality 
for the future.

Solving for more complex needs across a wider range of 
assets needs access to new capabilities, which often require 
very different regulatory permissions. Firms will need to 
decide how best to access them. This can take several 
forms, such as acquiring other firms (with existing licenses 
and regulatory compliance), or developing partnerships or 
alliances to plug solution gaps.

3. 
What 
happens 
next?

As we have seen, traditional players are changing their 
business models, removing themselves from non-core 
business and placing strategic focus on new propositions 
that span a wider range of customer needs. EY teams 
have developed five hypotheses for how the market 
might continue to develop. 
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When providers are developing propositions, they should:

1. Address what ‘financial wellbeing’ means for their target 
client segments

2. Create differentiated and goal-oriented customer 
experiences that work through a range of channels

3. Create next-generation products and models of 
investment advice that use data in a critical and 
contextual way to help customers meet their needs with 
maximum flexibility and tax efficiency.

Hypothesis 2: Cost efficiencies and bottom-line 
improvements

Scale and cost efficiencies will be crucial, because the 
regulatory focus on transparency and outcomes is 
resulting in the transfer of value to the consumer. The FCA’s 
focus on value for money creates an environment where, if 
firms can’t justify their value, they will need to drop their cost 
or increase performance until they can demonstrate value 
for money.

In the current environment, it is not enough for firms just to 
consolidate. They must integrate and refresh technologies to 
take cost out of the value chain, including embracing ‘open 
finance’ initiatives.

Firms that upgrade their processes and include digitalisation 
strategies to best serve the modern consumer will be well 
positioned in the market. As for robo-advisors, the industry 
will become more reliant on automated advice technology 
as the most cost-effective way to serve lower-tier customers 
who require support. Ensuring the skills and capabilities are 
available to monitor, govern and adapt are key to ensuring 
smooth processes.

Hypothesis 3: Vertical integration will continue 
to support growth

The separation of pension providers, wealth managers and 
advisors is becoming a thing of the past.

Ownership of the customer is key. As they are already close 
to the customer, advisors have the potential to control the 
value chain (and therefore have a greater pricing power), 
so manufacturers need to respond by getting closer to the 
customer themselves or be content to be commoditised. 
While L&P firms and asset managers have been tentative 
about going back into the advice market, the FCA recently 
announced a shift of focus, reducing emphasis on the 
suitability of individual advice events and focusing more on 
long-term customer outcomes. Over time, EY teams believe 
this change will make it more attractive for larger players 
to offer ongoing services combining advice and investment 
solutions, resulting in more vertically integrated firms.

To maintain profitability, firms will need to play in multiple 
areas of the value chain. With the impact of technology and 
regulation, firms that control the customer relationship are 
then much more able to determine who has access to each 
area of the value chain and at what price. We expect this 
trend to continue, with asset management firms expected to 
consolidate further. By controlling more and owning more of 
the customer base, firms will be able to access more profit.

One key note is that regulators remain focused on ensuring 
customers benefit from consolidations in the value chain, 
rather than suffering poor outcomes as a result of reduced 
competition and internal conflicts of interest. The regulatory 
environment seems to be cautiously tolerant of vertical 
integration, as long as providers are demonstrating that it is 
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producing good outcomes. Ongoing regulatory scrutiny will 
mean vertical integrators will need to develop and maintain 
effective oversight and governance structures and processes 
so as to continue to demonstrate appropriate independence 
and conduct in the clients’ best interest. A well-built vertically 
integrated firm has lower friction in the end-to-end value 
chain and should therefore be able to take a greater share 
or revenue and profits while still offering a lower cost 
proposition to the customer, provided it is not encumbered 
by legacy systems and products.

Hypothesis 4: Skills, capabilities and new ways 
of working will be key

To deliver on customer needs, firms will need to have 
new ways of working, much faster technology refresh, 
and skill sets that can operate in an ever-changing digital 
world. Implementing new technologies on a regular 
cycle will be an integral part of the industry to ensure 
that inefficiencies and break points are ironed out, and 
propositions remain relevant.
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The experience from firms that have gone through this 
transition in other industries, and from pioneers in the 
Life, Pensions & Investments space, is that digitalisation — 
essentially a process of exposing your internal processes 
to customers and distributors — can have a radical impact 
on the people, skills, organisational structures and culture 
needed to succeed and thrive in the new world. Conventional 
line management structures can struggle to support, 
manage and deploy staff who spend most of their time in 
cross-functional project teams.

In an era of rapid technological change, managing the human 
element can be one of the toughest challenges. Different 
approaches to talent management are needed to balance 
retaining expertise with bringing in emerging skill sets, 
and managing a flexible workforce with more contingent 
workers in the face of changes such as IR35. Leadership 
and the ability to think about the business’s overall goals 
get devolved to lower levels in the organisation, and 
hierarchies become flattened, which requires a different set 
of leadership skills than a conventional ‘line’ organisation. 

Hypothesis 5: Innovation in delivery and 
customer engagement will accelerate

Catering to a wider set of customer needs will demand new 
propositions, often ones that bring together multiple expert 
perspectives in a single place. This will need to be coupled with 
new tools and customer experiences that help customers to 
understand complex choices and make good decisions. 

A customer’s choice of investment strategy or approach 
to generating income may need to be informed by their 
tax planning, health and longevity expectations or housing 
wealth. This will force providers to learn how to deliver 
engaging customer experiences and bring together 
ecosystems of disparate companies to create holistic but 
flexible solutions. 

Future state

The traditional barriers are broken, and as society and 
organisations are driven by changing customer needs, the 
roles of insurers and asset managers are blurred. The M&A 
analysis shows that over the past decade there has been a 
much greater diversity of transactions across all sectors, 
as well as consolidation. This is expected to continue, 
particularly as firms seek to serve the customer’s entire 
balance sheet. We expect to see ecosystems, alliances and 
solutions that enable providers to bring a whole range of 
products and deploy them effectively. Value is moving from 
the product to the advice — i.e., closer to the customer.

The time for tough decisions and actions is now. Getting 
closer to the customer is key and that means assessing the 
consequence of offering an advice component and serving 
their entire balance sheet as opposed to not altering your 
business. Firms that have sought to expand and provide 
an advice element are seeking to capture much more of 
the value chain. Although these organisations are small in 
comparison to the big insurers and asset managers, they 

18 How changing customer needs are redrawing the long-term savings industry



control the customer relationship, reducing other firms 
to contributing their propositions at commodity prices. If 
these models continue to grow, traditional firms will need to 
choose between being wholesales to those who control the 
customer, or securing access to customers themselves. 

Firms must now ask themselves: 

• When traditional barriers are breaking down, what 
strategic measures should you take to improve customer 
propositions?

• How can you leverage your balance sheet and the 
capabilities to add value where other players are not able 
to reach?

• How can technologies, such as robo-advisors and 
digitalisation, improve access and affordability and how 
you best incorporate them in your proposition?

• How can you best prepare for the needs of the customer 
of tomorrow?

The convergence that we are witnessing today is just the 
beginning. The future lies in bringing together a variety of 
products to meet customer needs through processes that will 
be enabled by technology. To access customers’ newly freed 
wealth, firms are improving their ability to deliver holistic 
long-term solutions for customers. But we are seeing that 
winning propositions can now come from any part of the 
value chain, with parts of the industry that were once clearly 
delineated competing to solve similar customer needs.
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